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ABSTRACT
Research shows there are several variables that influence employee job
satisfaction, including salary, benefits, job tasks, autonomy and independence,
relationships with supervisors and coworkers, communication from management,
vacation time, and professional development opportunities. Nonprofit organizations face
increased challenges with employee job satisfaction issues because they lack the budget
to be competitive with for-profit organizations in terms o f salary and beneGts.
For the purpose o f this study, the researcher defines "hard" variables as those that
are concrete and can be measured, including salary and benefits, and “soft” variables as
those that are less measurable and more relational in nature, including relationships and
communication. Research suggests that "hard” variables do not influence levels of job
satisfaction to the extent that "soft” variables do.
A study of thirty-two employees at Goodwill Industries of Greater Grand Rapids
(GIGGR), a nonprofit organization in Grand Rapids, Michigan, lends support for the
hypothesis that "soft” variables affect job satisfaction more than "hard” variables. The
study found that the top two factors influencing job satisfaction were relationships with
direct supervisors and relationships with coworkers, both o f which influenced job
satisfaction more than the job tasks themselves. The study also found that 72% of
employees at GIGGR are satisfied, and that the remaining 18% rated themselves as
neutral. No employees considered themselves unsatisfied.
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CHAPTER I
Introduction

Job satisfaction is a measure o f how content an employee is with all aspects of his
or her job. While there are many things that can contribute to an individual's level of job
satisfaction, some factors have the potential to influence these perceived feelings of
satisfaction more than others. A smart employer should strive to know his or her
employees and find the right balance based on the factors their workers value most. This
researcher believes that there are variables that universally affect job satisfaction across
all industries, ages and income levels, and of these variables, some can be measured in
objective terms and others cannot. This researcher hopes to identify what these variables
are and to what extent they influence employee job satisfaction throughout the process of
this thesis.

Many employers do not realize the extent to which their employees are not
satisfied with their jobs, nor the extent to which that impacts the success of their
organization. Contemporary research suggests that job satisfaction has been on the
decline since 1995, at which time overall job satisfaction approached 59%. Yet in a July
2003 Conference Board survey conducted by NFO Worldgroup, fewer than half o f the
5,000 representative households surveyed, only 48.9%, said they were satisfied with their
current jobs (Dolliver, 2003).
The survey also found that the decline in job satisfaction is consistent among
workers of all ages, income brackets and regions. Workers aged 45-54 e^qpressed the least
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amount of satisf^tion - only 46% say they are satisfied with their employment. Workers
age 65 and older claim the greatest level o f satisfaction, but it is still a mere 54%. The
largest decline in overall job satisfaction, from 60.9% in 1995 to 47.2% today, occurred
in the 35-44 age group, which once was the most satisfied but is now second to last. The
next largest decline took place in workers aged 45-54, dropping &om a 57.3%
satisfaction rate to 46%, the least satisfied age group according to the survey ('U .S. Job
Satisfaction," 2003).
Satisfaction levels tend to rise moderately with earnings, and workers who earn
less than $15,000 per year consistently report lower levels of job satisfaction than those
earning more than $50,000 per year. There has been no significant change in the level of
satisfaction of workers earning less than $15,000 per year since the 1995 Conference
Board survey - 45.4% still claim to be satisfied. There was, however, a sharp decline in
the job satisfaction of those making $50,000 or more, with only 53.4% claiming to be
satisfied today as opposed to 66.5% in 1995 ("U.S. Job Satisfaction," 2003).
Job satisfaction has also declined in every region in the country since the 1995
survey, with the lowest levels of satisfaction reported in the South Central region and the
New England region, at 43.2% and 43.5% claiming to be satisfied, respectively.
Residents most satisfied with their jobs are located in the West North Central region,
even though their satisfaction rates too have dropped from 60.7% in 1995 to 54.7% in
2003 ("U.S. Job Satisfaction," 2003).
In another survey done by Accenture, it was found that managers are the pool of
workers at a particularly high risk o f leaving their current organizations due to
dissatisfaction with their jobs. Forty-eight percent of the managers in the information
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technology Reid surveyed across all business functions say they are looking for new jobs
or plan to do so as soon as the economy picks up (McGee, 2003).

Employee job satisfaction, and dissatisfaction, can impact the overall performance
o f an organization in several ways. One o f its most significant effects is on employee
retention. According to Jody Buffington Aud, APR (2003), a principal at the Prio Group,
a communications firm specializing in internal communication, "employee turnover may
be one of the highest - yet most overlooked - overhead expenses a company has” (p. 34).
And a recent report on employee attitudes in the workplace released by Towers Perrin, a
New York-based human resources consulting firm, underscored the significance of this
problem when it found that employees for the most part are miserable in their jobs (Aud,
2003).
Unhappy employees can have a negative effect on the productivity o f the
organization they work for. Those who do not already have one foot out the door often
have such low morale that it can affect their motivation and productivity while on the job.
These dissatisfied employees may not be leaving the organization, but they are sitting
around the office complaining and decreasing overall productivity. Conversely, the
Towers Perrin study tracked a "statistically signiGcant” correlation between positive
employee emotions and a company's five-year shareholder return (Aud, 2003).
Most employers report that they have concern for both their bottom line and for
their employees, but smart employers realize there is a correlation between the two - that
the health, peace of mind and morale of their employees has a direct and measurable
impact on the bottom line of the organization (Taylor, 2003). The challenge for
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organizations is how to best address their employees' needs for satisfaction amidst the
mounting economic and financial pressures o f today's unstable economy, and '%ow well
employers address the expectations of increasingly savvy workers will go a long way
toward shaping employees' job satisfaction" (Taylor, 2003, p. 32).
Nonprofit organizations, which are known for their culture of overworked and
underpaid employees, have even more obstacles to overcome in terms of increasing
employee job satisfaction. In a recent report 6om Canadian Policy Research Networks,
40% of the nonprofit employees surveyed are dissatisfied with their pay and benefits, as
compared to the 20% o f for-profit employees who feel likewise (McMullen &
Schellenberg, 2003).
Lynne Toupin, project director for Developing Human Resources for the
Voluntary Sector, a Canadian conqiany specializing in strengthening the ability of nonproGt organizations to attract, support and keep skilled employees, says nonproGts are
Gghting employee recruitment battles on two Gonts in attracting young workers and
retaining aging workers. Her answer to higher job satisfacGon and lower employee
turnover is better pension and beneGts packages:
We can't step around the issue o f salaries and beneGts and it's a
complicated issue. If you invest in having people with the right skills in
the right jobs and you support them, the organizaGons will be better at
what they do. And because we're focused on providing community
service, it really can have a positive impact (Humber, 2003, p. G4).
However, in most nonproGt organizaGons competiGve pay and beneGts for
employees simply is not an opGon, so these organizaGons need to be creaGve in finding
other ways to keep their employees saGsGed and moGvated. "In many fbr-proGt
organizaGons, total rewards programs are heavily weighted toward compeGGve base pay
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and short- and long-term incentives, including stock options and cash. But for non-profits
and fbr-profits that are short on profit, these lucrative programs may not be available"
(Roper, 2002, p. 42).

Research suggests there are several factors that can influence employee job
satisfaction. While some factors may be specific to industry or occupation, there are
overarching categories of factors that can universally affect employee job satisfaction.
For the purpose of this study, the researcher will define concrete, measurable variables as
“hard” variables, and subjective, less measurable variables as “soft” variables. Hard
variables include salary, benefits, and an employer's commitment to work-life balance
(through woik-ftnm-home programs or employee day care), while soft variables include
communication, relationships with coworkers, and an individual's perceived value to the
organization.
In a recent study by USAToday.com and the Society for Human Resource
Management (SHRM), “employees ranked job security (65%), benefits (64%) and
communications between employees and management (62%) as the top three items that
are “very important" to worker satisfaction" (Denes, 2003, p.8). Human Resource
professionals surveyed listed communication between employees and management (77%)
as number one, followed by recognition by management (62%) and relationship with
immediate supervisor (61%). “The survey indicates that while human resource
professionals think employees long for workplace relationships, employees place more
importance on tangible items, such as job security and benefits (although this may be due
to the present economic situation)" (Denes, 2003, p.8).
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Ed Jensen, partner of Accenture's Human Performance Service Line, says
"compensation is always among the reasons people look [for new jobs], but it's never
been No. 1" (McGee, 2003, p. 18). The Accenture survey, however, did find that the top
reason the managers surveyed were looking for new jobs was indeed because of the
money (McGee, 2003).
In a survey by Mercer Human Resource Consulting o f2,600 U.S. workers,
communication was determined to be the most critical factor in engaging and keeping
employees, perhaps even more important than pay. Among the employees surveyed who
claimed their organization lacks good communication with its employees, 41% were
thinking about leaving and 42% said they are dissatisfied with their jobs. Among the
employees who were pleased with the organization's communication, only 15% were
seriously considering leaving the organization and just 6% were dissatisfied with their
organization ("Employees Value Effective Communication", 2003).
In a study of job satisfaction among nurse managers, it was found that the key
themes promoting employee retention and job satisfaction were role development,
support, compensation systems, communication systems and educational strategies
(Stengrevics, Kirby, & Ollis, 1991). Furthermore, it was found in the study that
communication was the most dominant theme discussed by all 28 participants in terms of
increasing job satisfaction. Aspects of communication most noted by study participants
were accessibility of the supervisor for listening and guidance, effective communication,
and clear expectations and feedback (Parsons & Stonestreet, 2003). The second-most
noted aspects of communication important to participants had to do with leadership
approaches that encouraged staff participation in planning and decision-making as well as
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those that were empowering in terms of daily management. The third theme of
communication ideals dealt with effective administrative systems for managing staffing,
professional development and employee compensation (Parsons & Stonestreet, 2003).
Other research suggests that corporate philosophy most directly affects job
satisfaction, and that an employee-focused, egalitarian philosophy that encourages open
communication, participatory decision-making, and knowledge-driven upward mobility
will have the most overall impact on productivity and in creating a worker's paradise
(Crispin, 2003). Several companies in Thailand were interviewed about both the qualities
that key staff want to focus on in their organization and what factors the employees view
as most important. It was found that key staff members focus on visionary leadership,
employee development and talent retention, and effective communication, while
employees placed the highest value on communication, employee involvement and
recognition, and employee training and development (Crispin, 2003).

The purpose of this study is to determine what factors have an impact on
employee job satisfaction. The researcher believes there to be universal categories of
variables that affect employee job satisfaction and are not specific to industry, education
level, income level, or age. The researcher would also like to determine which types of
variables affect job satisfaction levels more: "hard," measurable variables such as salary,
health benefits, and other hinge benefits like childcare or parking, or "soft," intangible
variables such as communication hom management and relationships with coworkers.
One purpose of the survey is to determine the level o f employee job satisfaction at
Goodwill Industries of Greater Grand Rapids, Inc. (GIGGR), a leading nonprofit
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organization in western Michigan. The other purpose is to pinpoint the array o f factors
that influence employee job satisfaction and to determine which factors influence
satisfaction levels more significantly. With this information, the researcher would lik e to
provide a thorough analysis of job satisfaction at GIGrGR along with useful
recommendations for increasing job satisfaction at GIGGR and other nonprofit
organizations.

This chapter presented an explanation o f employee job satisfaction, current trends
in employee job satisfaction, and its importance in overall organizational success. Job
satisfaction challenges related to nonproGt organizations and several factors that affect
job satisfaction were also introduced, along with the ultimate goals and purpose of this
study. Chapter II will provide an extensive review of literature and contemporary views
on job satisfaction, identi^ing the most signiGcant factors that can aGect employee job
saGsfacGon. Chapter III will introduce the methodology involved in measuring levels of
job saGsfacGon and idenGfying factor themes at GIGGR. Chapter IV will present the
findings of the study conducted, and Chapter V will offer conclusions drawn Gom the
study and the researcher's recommendaGons for increasing job saGsfacGon at GIGGR.
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CHAPTER n
Literature Review

RacAgTowMdWigTZf/rca/zce
Job satisfaction is on the decline across all ages, income brackets and regions,
according to the most recent Conference Board survey. Since the last survey, conducted
in 1995, overall ratings of job satisfaction have plummeted an average of at least 10% in
every age bracket ("U.S. Job Satisfaction", 2003). Most people spend more than 40 hours
a week at work, which adds up to more than a third o f a person's time awake each week
spent on the job. Work has become such an important and time-consuming part of a
person’s life that the satisfaction people derive from their work is likely to be a major
determinant of the overall satisfaction in their lives (Brown & McIntosh, 2003).
Job dissatisfaction inevitably leads to employee turnover, as demonstrated by the
findings of Freeman (1978) in which there is a statistically significant negative
relationship between job satisfaction and an employee’s intention to quit. Likewise, Steel
and Ovalle (1984) revealed a negative correlation in their study between employee
satisfaction and employee turnover. According to another study by Spherion Corp., a
staffing, recruiting and outsourcing company, more than half of American workers are
ready to quit in pursuit of finding something better. Even despite today’s tight market,
52% of respondents indicated a strong desire to change jobs. Of those, 46% plan to do so
in the next six months and 75% within the next year (Reitz, 2003).
Research shows that employee satisfaction can translate into higher customer
satisfaction and lower hiring and training expenses. In fact. Fleet Boston Financial Corp.
estimated in 1999 that a 1% increase in employee commitment could generate $11
million a year in revenue and save $15 million to $19 million a year on hiring and
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training (Costanzo, 2003). Conversely, an unhappy employee, personally or
professionally, will not be a productive employee, thereby negatively aBecting the
bottom line of the organization they work for.

wug&y. Though not always the primary factor, employee wages are
almost always cited as an important factor in determining job satisfaction. Research tends
to support the notion that paying someone a decent salary isn’t enough to keep them
satisfied on the job and that there are other factors that come into play when considering
employee job satisfaction. According to research released in 2004 by Kom/Ferry
International, a recruitment solutions provider, three-fourths (76%) of global executives
would prefer more satisfaction Bom their job over money (18%), or power (6%). "Over
the coming years, as the world economy recovers and baby boomers begin to retire, the
key to employee retention will be employee satisfaction, not compensation,” says Paul
Reilly, chairman and CEO of Kom/Ferry International (“Executives Want,” 2004, p. 19).
Though they probably wouldn’t work for free, a study conducted in the Fall of
2003 by CNNÛ1 and the Society for Human Resource Management found that money has
little to do with job satisfaction for the m^ority of employees. 605 workers were asked to
gauge the extent to which salary and other types o f compensation contribute to their job
satisfaction. Four percent said it contributes “to no extent at all,” ten percent said it does
so “to a small extent,” and just sixteen percent said it does “to a large extent.” Still, the
study also found that 87 percent of workers who are satisBed with their pay are also
satisfied with their jobs (Dolliver, 2004).
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Money may not be considered a huge motivator in the workplace, but not being
paid enough has certainly proven to be an unmotivator, particularly in the nonprofit
arena. More than 40% o f non-profit employees are dissatisGed with their pay and
beneGts, as compared to the 20% of employees in the fbr-proGt sector who feel this way.
Median earnings of nonproGt managerial, professional and technical trades employees
are $2-$4 per hour lower than in the fbr-proGt sector, and performance-based pay systems
which are common in the for-profit sector are a rarity in the nonproGt sector, further
widening the gap between the two (McMullen & Schellenberg, 2003).
Despite the economic and social significance of nonprofit organizations, little is
known about the quality of jobs in the sector nor about its ability to compete for skilled
workers. What is known is that the limited revenues and financial uncertainty of these
organizations often results in limited permanent positions, limited benefits, and heavier
workloads. "Government offloading has meant increasing demands on the sector, but
resources may not be adequate for the new responsibiliGes" (McMullen & Schellenberg,
2003, p. 11). This translates into a myriad of employee issues, including higher
workloads, stress, work/life conflicts, and job insecurity, all of which contribute to low
job saGsfacGon. Add a lower salary and infenor beneGts to the mix, and keeping
employee saGsfacGon rates high really becomes a challenge.
There is no doubt there is a certain level of intrinsic beneGts that can be gained
Gom working in the nonproGt sector, whether it is a passion for the cause or for doing
work that is socially valued. The quesGon is whether these intrinsic beneGts should be
expected to compensate for the Gscal disadvantages that come along with working in a
nonproGt organizaGon. "The nonproGt sector is especially human-resource intensive,"
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says Kathryn McMullen o f Canadian Policy Research Networks. "That makes it all the
more important to get a handle on these realities if the sector is to meet the challenges o f
recruiting and retaining the workers it will need in the future" (McMullen &
Schellenberg, 2003, p. 11).
With their characteristically low administrative costs, nonprofit organizations are
ultimately forced to think outside the box in terms of keeping their employees happy with
factors other than pay. There are a relatively large number of individuals who work in
nonprofits, and the ramifications of ensuring that each of them do their jobs reach far into
the societies they serve. According to a Canadian study on the nonprofit sector, some
60,000 nonprofit organizations provide almost 900,000 paid jobs. The result is almost
one million employees just in Canada, not to mention a host of essential goods and
services that the Canadian economy depends on 6om these nonprofit organization
employees (McMullen & Schellenberg, 2003).
"If we are to depend on non-profit organizations to the extent we do today, then
steps need to be taken to improve the quality o f work in the sector," says Grant
Schellenberg, Canadian Policy Research Networks. "Failure to do so will hurt thousands
of workers and, equally important, many more thousands of Canadians who have come to
depend on them for vital services" (McMullen & Schellenberg, 2003, p. 10). The bottom
line is that these organizations need to find a way to invest in the people who they depend
on to carry out their mission.
Keeping administrative costs low may be doing wonders for the public's
perception o f a sound charity, but the backlash on employee retention is an expensive
tradeoff. In order to attract donors, nonproGts organizations are forced to promote their
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low administrative costs to convince potential donors that almost all of their money is
directly going to fund the charity's cause. According to Lynne Toupin, project director
for Developing Human Resources in the Voluntary Sector, in keeping these costs so low
"we're eroding the base o f people who are actually running these organizations"
(Humber, 2003, p. G4). Toupin says many of the administrative benefits taken for
granted in the for-profit sector simply cannot be justified in a nonprofit, even something
as simple as a $20 birthday cake for an employee. "Are we going to spend $20 on a
birthday cake when somebody else is spending $20 of their hard-earned money to send to
us a donation? It's looked at very differently" (Humber, 2003, p. G4).
Lower wages and less adequate benefits packages, both labeled as administrative
costs, are an unfair reality in an effort to avoid the negative connotations of high
administrative costs in the eye of the public. Stan Martin, vice president of Gnance for
Habitat for Humanity Canada, a Waterloo-based charity with 18 paid employees, knows
benefits are just as important to his employees as they are to workers in the public and
private sector, but it's very tough to sell this thinking to donors:
Not-fbr-proGt people come into the Geld knowing that we are going to be paid
less and receive less beneGts and that's what makes it acceptable. Is it fair?
Because we all have families and we all have the same dental issues and the same
drug issues, so we accept it but I'm sure it would be our preferenee to have an
equitable approach (Humber, 2003, p. G4).
Mary Ann Roscoe, naGonal director o f HR for the Canadian NaGonal InsGtute for the
Blind, agrees that pension and beneGts packages are a chronic problem in the industry.
"We're always trying to keep our costs lower while not compromising the program so
much that employees won't see it as a good beneGt package" (Humber, 2003, p. G4).
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Toupin agrees that one of the biggest challenges to overcome is changing the
public's perception about administrative costs when it comes to employee salaries and
benefits. If these organizations invest in people with the right skills, the organizations
will ultimately he better at what they do, and because they focus on providing community
service, it can really have a positive impact on society.
The notion is, somehow, that if you pay somebody in a voluntary-sector
organization, you're detracting &om the mission and taking the money away &om
somebody else. We need to change that mindset because if we lose these people
in droves, it's going to have an impact on all Canadians at the end of the day. If
you actually pay people decent salaries and you provide them adequate benefits
and they feel some job security, that will have a positive impact. (Humber, 2003,
p. G4).
Ancillary benefits. Ancillary benefits encompass employee benefits other than
medical coverage, including life, disability, dental and vision insurances, along with
employee assistance plans that provide psychological counseling. Offering these benefits
can play a critical role in recruiting and retaining key employees in today’s competitive
market. Yet some businesses still view an employee benefits package as an expense
rather than an investment, and do not realize that a well-designed benefits package can
significantly increase their employees' job satisfaction. "By offering such coverage, a
company conveys that it is interested in the fuU range of an employee's life, including
problems that may loom large in their lives beyond the workplace" (Taylor, 2003, p. 32).
It also gives the employer an opportunity to protect their investment in a valued employee
who has experience and knowledge. How well employers address the expectations and
needs o f their increasingly savvy workers will go a long way toward shapiug employees'
job satisfaction (Taylor, 2003).
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Wa/ice/owfoMO/»}/. Giving employees something as simple as more
control over their time can greatly enhance their job satisfaction. In a recent study done
by OfBceTeam, a leading staffing service specializing in training administrative
professionals, it was found that 33% of those surveyed felt that more flexibility in their
schedule would increase their job satisfaction the most ("The Keys to Happiness", 2003).
"Firms that have made staff reductions are relying heavily on remaining employees with
expanded responsibilities," says Liz Hughes, vice president o f OfBceTeam. "But most
often that means longer hours, which can lead to burnout. A flexible schedule can
alleviate stress and allow for a greater work-life balance for staff' ("The Keys to
Happiness", 2003, p. NA).
Companies that focus on improving the quality o f work-life programs for their
employees will see the benefits in the overall business outcomes o f their organization.
Research shows that organizations who promote a healthy work-life balance experience
increases in their productivity, employee commitment and satisfaction, and an enhanced
ability to attract new employees. These benefits far outweigh the costs of implementing
such a program.
In fact, the Families and Work Institute's National Study o f the Changing
Workforce found that 70% of hourly and salaried employees who have managers or
supervisors that are supportive o f the needs they have in their personal and family lives
are significantly more satisfied with their jobs. Work-life programs produce more
positive work outcomes, including a greater willingness ftrom employees to work harder
than required in order to help their organization succeed ("National Work-Life Initiative",
2003). Another study by Spherion Corp. underscores this relationship, with three-fourths
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of respondents citing work fulfillment and work-life balance as their number one career
priority (Reitz, 2003). These findings provide overwhelming support for a positive
correlation between a supportive work-life culture and job satisfaction.
Programs that address these issues do not have to be expensive; the key is
understanding what employees want and need, and using creativity to keep the right
people on staff and make them happy. In 1997, the annual turnover at the nonproGt
National Association of Insurance Commissioners was at 30% and rising. After
conducting a series of in-depth exit interviews, focus groups and employee attitude
surveys, they implemented several programs that allowed for greater employee flexibility
and work-life balance (Roper, 2002). It was determined that the resulting decrease in
turnover over the next few years was directly related to the implementation of these
programs. Some of the programs included four-day/compressed workweeks, businesscasual attire/jeans day, infants in the workplace, emergency Gnancial assistance, nointerest computer loans, and telecommuting. Unique programs that meet employee needs
- even if they are low cost - can be very effecGve for employee retenGon, even in
compeGGve markets (Roper, 2002).
Vb6 wfvaMce/MeMt ppporA/mG&y. A key factor in reducing employee turnover is the
ability to advance professionally and an employee's perceived commitment Gom an
employer in regards to job advancement. In the Kom/Ferry IntemaGonal study, almost
half (48%) o f employees descnbed their company's culture with regard to advancement
as fair and based on ment. However, 41% of employees sGll believed that advancement
within their companies was based on favontism, which ultimately causes dissaGsfacGon
and turnover ("ExecuGves Want", 2004).
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wort/oock. One source of grievance for employees seems to be the
ongoing efforts of employers to squeeze more work out of reduced staff. Although this
has resulted in budget cutbacks in a shaky economy and a temporary increase in
productivity, many economists fear that the discontent these efforts are causing among
employees could hurt productivity over the long run (Koretz, 2003). "We have watched
business cut out layers of staff and heap ever-increasing responsibilities on those that
remain, while under-investing in coaching and training," says Steve Newhall, managing
director of DDI, an international human resources consultancy (Maitland, 2003, p. 16).
According to Newhall, middle managers are experiencing most of the stress, as threequarters say they feel they should go to work when they are unwell “to make sure things
happen," and two-thirds have lost sleep worrying about work and believe work demands
have affected their health. “People don’t ever seem to smile anymore,” says Newhall.
(Maitland, 2003, p. 16).
Technology professionals, like many U.S. workers, have been dealing with
increased workloads, job uncertainty, salary 6eezes and pay cuts for so long that they,
too, are ready to jump ship at the Srst signs o f an improving economy. In a study done by
Robert Half Technology, fifty-five percent of business-technology managers say
workloads have increased in the past twelve months. Yet median pay remains flat this
year for IT managers, according to Information Week Research’s National IT Salary
Survey (McGee, 2003).
Companies who want to be proactive in reducing turnover should look for signs
of dissatisfaction among their employees and for ways to head it off before the upswing
o f the economy. A couple surefire ways to get a handle on satisfaction levels are regular
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employee satisfactioii surveys and increases in internal communication. "Companies that
take steps like these have been rewarded with lower turnover" (McGee, 2003, p. 18).
mtA fwpenwor. Stephanie A. Alford, executive vice president of
Synovus Financial Corp., believes that high-ranking executives and managers should
serve their employees as much as customers. "If employees have a good relationship with
their supervisors, they'll enjoy coming to work every day and perform at a high level"
(Costanzo, 2003, p. 3A). The Columbus, Georgia, company invests heavily in its leaders
to nurture and ensure the success of their employees. After realizing that employee job
satisfaction was low, they implemented four leadership goals for their managers: "live the
values,” including taking 100% responsibility and demonstrating fairness; “share the
vision" by communicating clearly and articulating corporate strategy; "make others
successful” by ereating opportunities and faeilitating development; and “manage the
business", by building training programs around the established goals (Costanzo, 2003, p.
3A).
Sovereign Bancorp, Inc., of Philadelphia, agrees that rewards and feedback ft:om
supervisors help retain its employees. "When people leave, it's not because of money but
appreciation and recognition," says Stephanie Wheeler, senior vice president. "We firmly
believe that people will work their best if they know they're being appreciated"
(Costanzo, 2003, p. 3A). It's ultimately up to the supervisor an employee works most
closely with and reports to regularly to provide this positive feedback.
ComomnicnhoM. A factor almost always appearing in relation to job satisfaction is
communication. Research shows that interpersonal communication between supervisors
and their employees as well as organizational internal communication programs have
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significant effects on how happy employees are. In a study done among nurse managers,
communication was determined to be the most dominant of the six themes of factors that
affect job satisfaction. The aspects o f communication ranking high in this study include:
the availability of a boss to listen and provide guidance; effective, articulate
communication; and clear expectations and feedback &om supervisors (Parsons &
Stonestreet, 2003).
Jody Buffington And, APR, principal at the communication firm Frio Group,
thinks internal communications is one of the best ways to enhance job satisfaction and
reduce employee turnover. “Employee turnover may be one of the highest - yet most
overlooked - overhead expenses a company has” (Aud, 2003, p. 34). According to And,
the connection between employee job satisfaction and turnover lies in how employees
measure their self-worth. When people do not see the relevance of their jobs in the
overall scheme of things, they tend to have more negative feelings about themselves and
the company, and ultimately feel unsatisfied. Aud’s recommendations for battling this
include a four-step communication program between supervisors and their staff: train
managers to become communicators; hold managers accountable for communication by
building it into their performance evaluations; reward and recognize them for good
communication; and continually support and arm them with suggestions and tips on how
to make communication more personal with their employees (Aud, 2003).
Co/porote

In addition to communication, an

organization's leadership style and corporate philosophy can impact employee happiness.
In the Kom/Ferry International study, just half (51%) o f executives surveyed feel that
their boss is competent, and about one-third (34%) feel that their company's senior
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management is competent and has the right strategy for the business. Says Kom/Ferry
CEO Reilly, "Despite the recent high-proGle corporate scandals and egregious behaviors
of a few individuals, most executives believe in and still hold their managers in high
regard" ("Executives Want," 2004, p. 19).
At Thai Carbon Black, a Thai-Indian industrial corporation that manufactures
carbon, workers describe their company as a "worker's paradise" (Crispin, 2003, p. 40).
According to its employees, the reason they are so satisfied is due to the corporate
philosophy that promotes equality and open communication among everyone. Thai
Carbon Black uses the “’Total Quality Management’ system, an employee-focused
corporate philosophy that encourages open communication, participator decisionmaking, and knowledge-driven upward mobility" (Crispin, 2003, p. 40). Employees are
encouraged to submit ideas at monthly meetings on how to improve the organization’s
day-to-day operations. This process not only keeps employee morale high, but it opens
the channels of communication between employees and management and keeps
employees invested in the company’s goals. Since fully implementing the system in
1999, Thai Carbon Black has also achieved productivity gains of 55% each year (Crispin,
2003).
5'wywMar q/"fmcfmgA
A report by the Society for Human Resource Management (SHRM) found that
regardless of age, gender, industry or occupation, there are four issues that consistently
appear at the top of the list in terms of job satisfaction: communication with management,
work-life balance, the employee’s relationship with his or her immediate supervisor, and
career development ("Here’s What Employees", 2003).
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In a study done on job satisfaction in the low wage service sector, several factors
were determined to be statistically significant in affecting job satisfaction. The factors
that have a positive correlation with job satisfaction are being married, being in good
health, job tenure, promotion opportunities, and availability of training, whüe the factors
that have a negative correlation with job satisfaction include size of the organization and
length o f commute (Brown & McIntosh, 2003).
The 2003 Conference Board Survey found that promotion policies were the least
satisfactory factor regarding employment, with only 20% of respondents claiming they
were satisfied as compared to 23.4% in 1995. Company bonus plans also received poor
ratings, with only 20.1% of respondents rating themselves as satisfied, and just 29.3%
claimed to be satisfied with their company’s educational and job training programs. The
commute to work was rated as the most favorable aspect of employment with 57.9%
claiming satisfaction, and coworkers were ranked the second most satisfying aspect of
employment with a rating of 56% ("U.S. Job Satisfaction", 2003).
The SHRM report also concluded that work-life balance and communication are
at the top o f the list for women, but for men those factors were not as important as
benefits, job security, and compensation. In terms of industry, communication and job
security were most important among educators, while pay was considered most important
in the nonprofit sector ("Here’s What Employees", 2003). Age also played a role in
employee answers, as workers aged 35 and younger rated communications and work/life
balance as equally most important (66%), while people aged 35-55 rated job security as
the most important factor affecting their satisfaction (71%) (Denes, 2003).
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Research suggests a variety of factors that can influence employee job
satisfaction, and several universal categories o f factors that influence job satisfaction
regardless of age, gender, position or industry. Some of the more prevalent factors that
have been studied in regards to job satisfaction levels include wages, beneGts,
communication, workplace relationships, work-life balance, and growth and development
opportunities.
This researcher believes that to varying extents, all of these key factors play a role
in affecting job satisfaction. The hypothesis of the researcher is that intangible, “soft”
variables, such as communication and relationships have more influence on employee job
satisfaction than the “hard,” tangible variables such as salary, benefits, and vacation time.
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CHAPTER m
Methodology
DgfigM Overview
This study was designed to measure overall levels o f job satisfaction at Goodwill
Industries o f Greater Grand Rapids (GIGGR) and to identify the factors that most
influence employee job satisfaction at GIGGR. The study was also designed to collect
qualitative data in the form of GIGGR employee recommendations on what could be
done to increase overall feelings of job satisfaction within the organization.
Initially, the researcher worked with the director of human resources at GIGGR to
ensure that the survey had the support and approval of the organization’s executive team.
This review process increased the potential for employee response to the survey by
increasing management’s buy-in of the study, as well as confirmed the relevance of the
questions asked in the survey. A copy of the permission letter granting the researcher the
approval to conduct a survey can be found in Appendix A.
Prior to conducting the study, the researcher was also granted permission to
conduct an outside survey by Grand Valley State University’s Human Research Review
Committee upon examination of the methodology. A copy of this letter of permission can
be found in Appendix B.
The study was designed by the researcher with extensive input &om the
management team and the director of human resources at GIGGR. It was conducted
internally by GIGGR human resources staS" to increase objectivity o f survey results since
the researcher is a former employee o f the organization. The purpose o f the survey is to
fulfill the methodology portion o f the master’s thesis at Grand Valley State University
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and to provide a professional and thorough analysis of job satisfaction for a local
nonprofit organization.

GoWwi/Z

Greater Gra/i(Z

(^G/GGT^

GIGGR is a leading nonprofit organization headquartered in Grandville,
Michigan, a suburb o f the second largest city in the state (Grand Rapids) with a
population of 197,800 people. The ethnic breakdown in Grand Rapids is 62.46%
Caucasian, 20.41% A&ican American, 13.05% Hispanic/Latino, and 4.08% of another
ethnicity or race.
GIGGR was founded locally in 1966 and serves five counties: Kent, Ionia,
Isabella, Montcalm & Mecosta. GIGGR is a 501(c) 3 organization dedicated to helping
people with disabilities and other employment barriers to realize their fidl employment
potential and to become active, contributing members of society and the workforce.
GIGGR offers a variety o f programs including occupational skills training, employability
skills training, career assessment and vocational counseling, and job placement and
retention services. The goal of the organization is to give participants the training, skills,
and support they need in order to secure sustained employment out in the community.
The organization serves approximately 2,500 people and places 700 into competitive
employment each year. GIGGR operates twelve area retail stores, with 90% of the
proceeds &om the resold donations directly funding its employment and training
programs.
GIGGR employs roughly 400 people at any given time, o f which about 48% are
men and 52% are women. The ethnic composition of employees is 56% Caucasian, 12%
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A&ican American, 24% Hispanic/Latino, and 8% of another ethnicity or race. The salary
range at the organization is $15,000- $95,000.

Since the researcher was investigating job satisfaction and all of the factors that
can potentially affect it, only the 200 full-time employees with benefits at GIGGR
comprised the target population. Participation in this study was voluntary, so people
making up the actual population are all self-selecting GIGGR employees who agreed to
participate. The employees therefore spanned all departments of the organization,
including administration (A), employment & training (E&T), retail (R), donated goods
(DG), industrial services (IS), and transportation (T). Participating employees also
spanned all levels of the organization in terms o f salary range, gender, and length o f time
working at GIGGR.
The administration (A) includes all employees in human resources, accounting,
marketing, facilities, administrative staff and the executive team. The employment &
training department (E&T) includes all those who work directly with participants in
career assessment, training, placement, retention and job coaching. Retail (R) employees
include all those working in the twelve area retail stores as well as employees of
shopgoodwill.com, the organization's online auction site. Donated goods (DG) staff are
comprised o f all those working in the warehouse, where donations are sorted, processed
and distributed to the retail stores. Industrial services (IS) employees perform duties such
as light manufacturing, packaging, assembly, and other tasks outsourced by area
businesses to facilitate work experience for Goodwill participants as well as provide
additional revenue streams for the organization. Transportation (T) employees transport
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donated items to the retail stores and conduct home-picks to gather donations 6om local
residents and community donation drives.
and
The method used to collect data was a two-page survey with eleven questions.
The survey was designed to (1) measure overall levels of job satisfaction, (2) identify the
factors that influence job satisfaction the most, and (3) solicit employee recommendations
on increasing jobs satisfaction at GIGGR.
The initial review and approval of the survey by GIGGR’s executive team served
the purpose of increasing the internal validity of the study, making sure the survey
questions were tailored to focus on the issues and factors relevant to GIGGR employees.
This study is naturally low in external validity and cannot be generalized to a larger
population, as it focused solely on the data and comments gathered by employees at one
nonprofit organization in Grand Rapids, Michigan.
Several reviews and editing sessions between the researcher and GIGGR’s
executive team served to clarify the survey questions so that employee understanding of
the survey was as high as possible and answers as accurate as possible, helping to
increase the reliability o f the study. A copy o f the survey can be found in Appendix C.
Dam

frocedwres
The study was internally administered to GIGGR employees by their direct

supervisor under the direction of the human resources department. A letter 6om the
researcher, explaining the intent of the survey and purpose of the thesis project, was
distributed to each employee in the target population along with a copy o f the survey. The
letter included the names and phone numbers of GIGGR’s director of human resources as
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well as the Chair o f the Human Research and Review Committee at Grand Valley State
University in the event any o f the employees had questions about the survey and their
rights as a participant. The letter also made participating employees aware that they could
withdraw from being a part of the study at any time before their supervisor collected the
surveys. A copy o f this letter can be found in Appendix D.
Once each supervisor collected the completed surveys from each of their
employees, all surveys were given to the director of human resources at GIGGR, who
then delivered them to the researcher for compilation of results and a detailed analysis.
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CHAPTER IV
Findings

Of the 200 surveys distributed to full-time employees with benehts at GIGGR, 32
completed surveys were returned to the researcher. The first question asked employees at
GIGGR to provide an overall job satisfaction rating on a scale o f one (extremely
unsatisfied) to six (extremely satisfied). The average satisfaction rating was a "5", with
approximately half of the subjects rating this way. If a score of “ 1” or “2” designates a
"dissatished" employee, "3" and "4" designate a neutral employee, and "5" and "6"
designate a “satisfied” employee, then 71.9% of respondents are satisfied. Two
respondents did not answer the question. See Table 1.

Table 1
Question:

1
2
3
4
5
6
n/a

Overall, how would you rate your job satisfaction at Goodwill Industries?

0
0
1
6
15
8
2

0
0
3.1%
18.8%
46.9%
25%
6.3%

Question two asked respondents to rate their level of satisfaction on the same
scale 6om one to six in regards to nine different factors: ancillary benefits,
autonomy/independence on work tasks, communication 6om the executive team, health
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beneGts and coverage, job advancement opportunities, job tasks/duties, relationship with
coworkers, relationship with direct supervisor, and vacation time (paid time off - PTO).
The average satisfaction rating of all nine factors was a 4.6 on a scale o f 6. The
factor that GIGGR employees reported the highest satisfaction rating for was the
relationship with their direct supervisor, with a 5.3 average rating on a scale of 6. The
factor GIGGR employees reported the lowest satisfaction rating for was the ancillary
benefits, with an average rating of 3.7 on a scale of 6.
Following is a breakdown of employee satisfaction for the nine variables
surveyed, ranked in order of the variable with the highest average satisfaction rating to
the variable with the lowest satisfaction rating:
5.3
5.2
5.1
5.0
4.4
4.3
4.3
4.1
3.7

Relationship with Direct Supervisor
Autonomy/Independence on Projects
Relationship with Coworkers
Job Tasks/Duties
Job Advancement Opportunities
Health Benefits & Coverage
Vacation Time (PTO)
Communication from Executive Team
Ancillary BeneGts

See Tables 2 - 10.
QuesGon:

Please indicate your level of saGsfacGon with each o f the factors below
("1" being "Extremely UnsaGsGed" and "6" being "Extremely SatisGed"):
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Table 2

2
1
6.3%
2
7
21.9%
1
3
3.1 %
11
34.4%
4
18.8%
5
6
3
9.4%
6
2
6.3%
n/a
The average rating was 3.7 and 28.2% of respondents are satisfied.

Table 3

0
1
0
0
2
0
6.3%
2
3
4
4
12.5%
12
37.5%
5
40.6%
6
13
1
3.1 %
n/a
The average rating was 5.2 and 78.1% of respondents are satisfied.

Table 4

Co/M/MWMzcafioM

Æxgcwtzvg Zbg/M

2
6.3%
1
0
2
0
4
12.5%
3
40.6 %
4
13
31.3%
5
10
2
6.3%
6
1
3.1%
n/a
The average rating was 4.1 and 37.6% o f respondents are satisfied.
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Table 5

1
1
3.1%
0
2
0
5.5
17.2%
3
4
10.5
32.8%
9
28.1 %
5
4
6
12.5%
2
6.3%
n/a
The average rating was 4.3 and 40.6% of respondents are satisfied.

Table 6
Job Advancement Opportunities

1
1
3.1%
9.4%
3
2
3
9.4%
3
6
4
18.8%
12
5
37.5%
6
18.8%
6
1
n/a
3.1 %
The average rating was 4.4 and 56.3% of respondents are satisfied.

Table 7
Job

0
1
0
2
1
3
7.5
4
5
13.5
9
6
1
n/a
The average rating was 5 and 70.3% of respondents are satisfied

0
0
3.1 %
23.4%
42.2%
28.1 %
3.1 %

Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.

32
Table 8

1
0
0
2
0
0
3
3
9.4%
4
2
6.3%
5
14
43.8%
6
12
37.5%
1
n/a
3.1 %
The average rating was 5.1 and 81.3% of respondents are satisfied.

Table 9
Relationship with Direct Supervisor

1
0
0
2
1
3.1%
3
0
0
4
3
12.5 %
5
13
40.6%
14
6
43.8%
n/a
1
3.1%
The average rating was 5.3 and 84.4% of respondents are satisfied.

Table 10

1
1
2
3
2
3
4
9
11
5
6
5
1
n/a
The average rating was 4.3 and 50% of respondents are satisfied.

3.1 %
9.4%
6.3%
28.1%
34.4%
15.6%
3.1%
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Question three asked survey participants to rate the same nine factors in order
according to the amount o f influence each have on the employee's overall job satisfaction
rating. The factor that most affects his or her job satisfaction was to be rated #1, and the
factor that affects his or her job satisfaction the least was to be rated as #9, with all other
factors rated #2 through #8. Fifteen (46.9%) o f the survey participants misunderstood the
question and did not follow these instructions, so only the remaining 17 answers are
recorded below.
Following is the order of influence the nine factors have on affecting employee
satisfaction, and the average ranking of influence from one to nine:
3.1
3.6
4.1
4.9
5.2
5.6
5.7
5.8
7.0

Relationship with Direct Supervisor
Relationship with Coworkers
Job Tasks/Duties
Health Benefits/Coverage
Job Advancement Opportunities
Communication from Executive Team
Autonomy/Independence on Projects,
Vacation time (PTO)
Ancillary benefits

See Tables 11- 19.

Question:

For the same factors in Question #2, please rate them according to which
have the most influence on your job satisfaction ("1" for the factor MOST
aSecting your job satisfaction and "10" for the factor LEAST affecting
your job satisfaction):
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Table 11

1
1
5.9%
1
2
5.9%
0
3
0%
4
0
0%
5
0
0%
6
3
17.6%
4
7
23.5%
8
2
11.8%
6
9
35.3 %
The average rating was 7, and most respondents ranked this as the 9 ^ most influential of
the nine factors.

Table 12
Autonomy/Independence on Projects

1
3
17.6%
0
2
0%
1
3
5.9%
2
4
11.8%
2
5
11.8%
6
0
0%
2
7
11.8%
4
8
23.5%
3
9
17.6%
The average rating was 5.7, and most respondents ranked this as the 7^ most influential
of the nine factors.
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Table 13
Team

2
3
4
5
6
7
8
9

0
2
0
4
2
1
4
4
0

0%
11.8%
0%
23.5%
11.8%
5.9%
23.5%
23.5%
0%

of the nine factors.

Table 14
Health Benefits & Coverage

1
1
5.9%
1
2
5.9%
29.4%
3
5
1
4
5.9%
2
5
11.8%
6
3
17.6%
0
7
0%
3
8
17.6%
1
5.9%
9
The average rating was 4.9, and most respondents ranked this as the 4 most influential
of the nine factors.
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Table 15

Job

OpporA/mffze;

2
11.8%
1
2
3
17.6%
1
3
5.9%
4
0
0%
2
11.8%
5
6
3
17.6%
2
7
11.8%
1
5.9%
8
17.6%
9
3
The average rating was 5.2, and most respondents ranked this as the 5‘ most influential
of the nine factors.

Table 16
Job TbjAg/Dwh&y

29.4%
1
5
1
2
5.9%
1
5.9%
3
4
2
11.8%
3
17.6%
5
1
5.9%
6
2
11.8%
7
1
5.9%
8
1
5.9%
9
The average rating was 4.1, and most respondents ranked this as the S^^^ost influential
of the nine factors.
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Table 17

1
2
3
4
5
6
7
8
9

0%
41.2%
23.5%
11.8%
5.9%
5.9%
0%
5.9%
5.9%

0
7
4
2
1
1
0
1
1

o f the nine factors.

Table 18

w;YADirect S'f^rvüor

1
5
2
2
3
5
4
2
1
5
6
1
7
0
8
0
9
1
The average rating was 3.1, and this was the highest ranked factor

29.4%
11.8%
29.4%
11.8%
5.9%
5.9%
0%
0%
5.9%
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Table 19

1
0
2
0
3
0
4
4
4
5
4
6
7
3
1
8
1
9
The average rating was 5.8, and most respondents ranked this as the

0%
0%
0%
23.5%
23.5%
23.5%
17.6%
5.9%
5.9%
B^most influential

Question 4 asked respondents to list what they would change about their job to
increase their satisfaction. The most common answer was that the respondents wished
they had a higher salary/wage. There were several repeat answers. See Table 20.

Table 20
Question:

If you could change any ONE thing about your job that would increase
your job satisfaction, what would you change?

Higher Salary/Wage
Better Facility/Office
More Comprehensive/Less Expensive Benefits
Decreased Workload
Different Work Hours
More PTO/Difference Between Sick & Vacation Time
Better/More Communication
Better/More Communication 6om Executive Team
Better Equipment (copy machine, computer, etc.)
Better Training
Increase in Productivity
Increase in Teamwork
More E&T Programs in Rural Areas (e.g. Greenville)
Nothing

8
3
3
3
2
2
1
1
1
1
1
1
1
1
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Question 5 asked respondents how long they are planning to work for Goodwill
Industries. Almost 85% of the respondents plan to work for the organization indefinitely,
and o f those, more than half o f them wish to stay working for the organization forever.
See Table 21.

Table 21
Question:

How long do you plan to work at Goodwill Industries? (Check the
following statement that applies to you).

Temporarily, I actively look for
employment opportunities at other places
Forever if it were up to me! I have no plans
to leave at this point
For a while, I’m happy where I’m at now
but know I won’t be here forever.
Don’t Know
N/A

0

0%

14

43.8%

13

40.6%

1
4

3.1 %
12.5%

Question 6 asked the respondents to rate the leadership and management style of
the executive team (ET) on a scale of one (extremely ineffective) to six (extremely
effective), and then to provide additional comments as to why they gave that rating. The
average rating was a 4.5, and the most frequent comment was that the organization needs
better communication 6om the Executive Team and within all of the departments. See
Tables 22 and 23.
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Table 22
Question:

1
2
3
3
4
5
6
n/a

Overall, how would you rate the leadership and management style of the
Executive Team? Why?

0
1
4
1
9
9
7
1

0%
3.1%
12.5%
3.1%
28.1%
28.1 %
21.9%
3.1%

Table 23

Need better (dept, to dept.)communication from ET
Too many decisions are made without employee input
Don’t see any effects from the ET with what they do
The ET emphasizes teamwork and solicits input from employees
ET not available/accessible
ET provides support & guidance/approachable/available
ET is dedicated to Goodwill’s mission
No common sense in ET
There is a divide between the ET and staff
ET very good
ET is behind on technology

5
4
3
3
2
3
2
1
1
1
1

Question 7 asked respondents to rate the effectiveness of the leadership and
management style of their direct supervisor on a scale of one (extremely ineffective) to
six (extremely effective), and then to provide additional comments as to why they gave
that rating. The average rating was a 5, and more than 40% of respondents gave the
highest rating (a "6") for this question. The most frequent comment was that the direct
supervisor provides direction and support for the employee. See Tables 24 and 25.
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Table 24
Question:

Overall, how would you rate the leadership and management style of your
direct supervisor? Why?

1
2
3
4
5
6

1
1
0
5
12
13

3.1%
3.1 %
0%
15.6%
37.5%
40.6%

Table 25

Provides direction/support
Supports employee autonomy/independence
Solicits employee ideas and input
Dedicated and have focus on strategic goals
Very good/excellent
Accessible
Values employees
Good communication
Shows favoritism
Not a lot o f interaction with supervisor
Effective problem-solver
Professional

8
5
3
3
2
2
2
2
1
1
1
1

Questions 8,9,10, and 11 asked the respondent how long they have worked for
GIGGR, how old they are, how much they make annually, and what their gender is. The
m^ority of the respondents are females, are between the ages of 41 and 50, have been
with GIGGR between one and three years, and earn an annual income less than $25,000.
See Tables 26 - 29.
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Table 26
Question:

How long have you worked at Goodwill Industries of Greater Grand
Rapids? (Please check one of the following):

3
11
5
4
7
2

Less than 1 year
1 - 3 years
3 - 5 years
5 - 7 years
7 - 1 5 years
More than 15 years

9.4%
34.4%
15.6%
12.5%
21.9%
6.3 %

Table 27
Question:

How old are you? (Check the appropriate age range):

Less than 25 years
25 - 30 years
3 1 - 4 0 years
41 - 50 years
51 - 60 years
More than 60 years

3
4
6
13
6
0

9.4%
12.5%
18.8%
40.6%
18.8%
0%

Table 28
Question:

How much is your annual gross income (before taxes) &om Goodwill
Industries? (Please check the appropriate salary range):

Less than $25,000
$25,000 - $39,999
$40,000 - $49,999
$50,000 or more
n/a

17
10
3
0
2

53.1 %
31.3%
9.4%
0%
6.3%
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TdWe29
Question:

Male
Female

What is your gender? (Check the following that applies to you):

5
27

15.6%
84.4%
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CHAPTER V
Conclusions

The researcher hypothesized that employee job satisfaction is inEuenced more by
so A, relational-oriented variables than by hard, more measurable variables. Of the nine
variables surveyed by employees of GIGGR, the soA variables include:
•
•
•
•
•

Relationship with Supervisor
Relationship with Coworkers
Communication from Executive Team
Autonomy/Independence on Projects
Job Advancement Opportunities

The hard variables include:
•
•
•
•

Health Benefits
Ancillary Benefits
Vacation Time (PTO)
Job Tasks/Duties
Once again, here are the results of the survey of GIGGR employees as to what

variables (H = hard and S = soA), in order, affect their job satisfaction the most:
S
S
H
H
S
S
S
H
H

Relationship with Direct Supervisor
Relationship with Coworkers
Job Tasks/Duties
Health Benefits/Coverage
Job Advancement Opportunities
Communication from Executive Team
Autonomy/Independence on Projects,
Vacation time (PTO)
Ancillary benefits

Though an exact approximation of the difference in infruence between hard and
soA variables cannot be calculated, this finding supports the researcher's hypothesis that
job satisfaction is indeed afrected more significantly by soA variables because the first
and second most infruential variables are both soA variables.

Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.

45
In order to further evaluate which factors have the most influence on overall job
satisfaction, the researcher compiled all seven surveys &om respondents who claimed
their overall satisfaction was a "6", or "extremely satisfied." The researcher then
averaged their individual satisfaction ratings for each of the nine factors to determine
which factors had the highest satisfaction ratings - those Actors being the ones to
inherently affect their high overall satisfaction rating the most. See Table 30.

Table 30
Variable Satisfaction Averages for the “Extremely Satisfied” Group

1
1
3
4
5
6
7
8
9

Autonomy/Independence
Job Tasks/Duties
Relationship with Supervisor
Relationship with Coworkers
Job Advancement Opportunities
Communication from Executive Team
Vacation Time (PTO)
Ancillary Benefits
Health Benefits/Coverage

5.9
5.9
5.7
5.6
5.5
5.3
5.1
4.9
4.6

S
H
S
s
s
s
H
H
H

These findings also support the hypothesis that soft variables influence employee
job satis6ction more significantly than hard variables.
The researcher also set out to survey the staff of GIGGR to determine their level
of job satisfaction, both overall, and in terms of individual hard and soft variables. The
research shows that about 72% of the employees fall into the “satisfied” range, and the
remaining 18% fall into the neutral range. No employees who returned a survey rated
themselves as dissatisfied. In regards to average levels of satisfaction pertaining to the
individual variables, GIGGR employees were either in the satisfied or neutral ranges. The
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variables for which employees were neutral, neither satisfied nor dissatisfied, are the
following:
#
#
#
#
#

Job Advancement Opportunities
Health Benefits & Coverage
Vacation Time (PTO)
Communication 6om Executive Team
Ancillary Benefits

The overall implication of these findings is that GIGGR is doing an adequate job
of keeping employee job satisfaction levels high. Since workplace relationships carry the
most weight amongst employees who participated in this survey, the researcher
recommends that GIGGR continue to monitor, train and equip its supervisors with the
necessary skills and incentives to keep their employees motivated and satisfied.
There are some areas for improvement, and while some may be cost prohibitive
(lowering employee insurance premiums or offering more comprehensive coverage),
there are some low-cost programs and management processes that GIGGR management
can implement to help elevate employee satisfaction.
udwuMce/MeMi qpporiwMiifgs. Giving employees the confidence that they have
the opportunity for upward mobility at an organization can do wonders for retaining
employees who are on the fence. In today's economy, especially when company loyalty
is at an all-time low, most employees who face a choice between staying with a current
job or leaving for a new one are often swayed to leave over very minor issues. Ensuring
that employees have a direct path up the chain of command, even if it's long term, can
sway many to stay.

Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.

47
Upward mobility is not always feasible, so the next best thing is to embrace an
employee's desire for professional development. Many employers skimp on these
budgets, failing to realize the benefit to themselves when their employees are taking time
out o f the office to learn about industry trends and network with other professionals. The
cost of funding membership to a professional organization or luncheon fees to monthly
networking functions are peanuts relative to an organization's budget. Furthermore, they
do wonders in terms of building an employee’s knowledge, self-esteem, and rolodex
value.
Vacation time (PTO). Cost margins can be dramatic even by adding just a few

days of paid vacation for every employee, and that does not take into account the cost of
the loss in productivity due to fewer hours worked. However, implementing an incentivebased rewards program where extra paid-vacation time is the reward for just a few
employees will hardly be detected in a budget. It can also help foster an environment of
friendly competition - which may ultimately boost productivity levels as well.
CoTMmwMicoiionexecMfivc team. The only cost to an organization of
improving the flow and ûequency of communication &om management to employees is
time. If the budget permits, sometimes outside consultants can identify weaknesses in the
organizational communication structure in mere moments. Otherwise, devoting a
morning planning session or surveying employees is an easy way to identify where
communication might be lacking - and what employees want more of. Sometimes the
most important starting point in improving communication 6om management is to find
out what the employee's issues with the communication structure actually are. Is it
hequency, and do employees wish management to be visible more often? If so.
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implement a regular schedule of all-stafF meetings or departmental meetings. Is the issue
in consistency, such as employee perception that management says one thing but does
another? If this is the case, management may need to reassess how well their actions are
aligning with the strategic goals of the organization,

the
Though the literature reviewed in this thesis is compiled 6om a variety of sources,
the only organization surveyed was GIGGR, so the results of the survey in terms of most
influential variables cannot be generalized to other nonprofit organizations. However, the
results of the GIGGR survey do align with results from other contemporary studies and
can be considered consistent with contemporary thought on job satisfaction.
The results of the survey in terms of how satisfied employees actually are can be
considered a general indicator of employee job satisfaction at GIGGR, but since only 32
of the 200 employees participated, the results cannot be considered 100% accurate or
representative of the entire workforce at GIGGR.

RecoTMmcMdatio/wybr FwrtAer
New studies on employee job satisfaction and all of the issues surrounding it are
constantly being done, and new results are available on an ongoing basis. In terms of
assessing the employee satisfaction at GIGGR, it is this researcher's recommendation that
these survey results are shared with GIGGR employees and that the organization
implements a plan to routinely survey GIGGR employees in regards to job satisfaction
and other employee-related issues.
Another recommendation for further research into this topic could include the
replication of this study in other nonprofit organizations. One way could be to replicate
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the study simultaneously in two similar nonprofit organizations in order to assess the
similarity of results in light of the contrasting cultures of the organizations. A larger scale
replication o f the study could include several nonprofit organizations ranging in size in
order to map out any consistencies and similar findings. These results could then be
compared to a similar study among a variety of for-profit organizations to pinpoint
potential specific differences between the two sectors.
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APPENDIX A
Goodwill Participation Letter
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March 11,2004

To whom it may concern:
Goodwill Industries of Greater Grand Rapids, Inc., agrees to participate in a voluntary,
anonymous survey of its staff for the purpose of providing data to fulfill the methodology
requirement of the thesis project in the Master of Science (M.S.) in Communication
degree at Grand Valley State University. The student that Goodwill Industries is granting
access to for the purposes of conducting this survey is Andrea L. Speers.
Sincerely,

Connie Taber
Director of Human Resources
Goodwill Industries of Greater Grand Rapids
(616) 532-4200 ext. 129
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APPENDIX B
Grand Valley State University Human Research and Review Committee
Letter o f Approval to Conduct a Survey
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GRAND\MJLEY
SCATETjNÏVERSrrY
I CAMPUS DRIVE « ALLENDALE, MICHIGAN 4 M 0 1-9403 » 6 1 6 /8 9 5 ^ 1 1

March 17,2004

Andrea Speers
410 College SE #2
Grand Rapids, MI 49503
RE: Proposal #04-150-H
Dear Ms. Speers:
Your proposed project entitled Master's Thesis - Job Satisfaction at
Goodwill Industries has been reviewed. It has been approved as exempt
6om the regulations by section 46.101 of the Federal Reeister 46G61:8336.
January 26,1981.
Sincerely,

Paul Huizenga, Chair
Human Research Review Committee
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APPENDIX C
Employee Job Satisfaction Survey

Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.

57

Employee Job Satisfaction Survey
1. Overall, how would you rate your job satisfaction at Goodwill Industries?
Extremely Unsatisfied

1

2

3

4

5

6

Extremely SatisEed

2. Please indicate your level of satisfaction with each of the factors below ("1" being
"Extremely UnsatisEed" and "6" being "Extremely SaEsEed"):
Ancillary BeneEts (vision, dental, etc.)
Autonomy/Independence on Projects
CommunicaEon Eom ExecuEve Team
Health BeneEts & Coverage
Job Advancement Opportunities
Job Tasks/Duties
Relationship with Coworkers
Relationship with Direct Supervisor
Vacation Time (PTO)

1
1
1
1
1
1
1
1
1

2
2
2
2
2
2
2
2
2

3
3
3
3
3
3
3
3
3

4
4
4
4
4
4
4
4
4

5
5
5
5
5
5
5
5
5

6
6
6
6
6
6
6
6
6

3. For the same factors in Question #2, please rate them according to which have the most
influence on your job satisfaction (“ 1” for the factor MOST affecting your job
satisfaction and “10” for the factor LEAST affecting your job satisfaction):
Ancillary Benefits (vision, dental, etc.)
Autonomy/Independence on Projects
Communication from Executive Team
Health Benefits & Coverage
Job Advancement Opportunities
Job Tasks/Duties
Relationship with Coworkers
RelaEonship with Direct Supervisor
VacaEon Time (PTO)
4. If you could change any ONE thing about your job that would increase your job
saEsfacEon, what would you change?

5. How long do you plan to work at Goodwill Industnes?
(Check the following statement that applies to you):
Temporarily, I acEvely look for employment opportuniEes at other places
Forever if it were up to me! I have no plans to leave at this point
For a while, Em happy where Em at now but know I won't be here forever
- More QuesEons on the Back -
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6. Overall, how would you rate the leadership and management style of the Executive
Team?
Extremely Ineffective 1

2

3

4

5

6

Extremely Effective

Why?______________________________________________________________

7. Overall, how would you rate the leadership and management style of your direct
supervisor?
Extremely Ineffective 1

2

3

4

5

6

Extremely Effective

Why?______________________________________________________________

8. How long have you worked at Goodwill Industries of Greater Grand Rapids?
(Please check one of the following):
Less than 1 year
1 - 3 years
3 - 5 years
5 - 7 years
7 - 1 5 years
More than 15 years
9. How old are you? (Check the appropriate age range):
Less than 25 years
25 - 30 years
3 1 - 4 0 years
41 - 50 years
5 1 - 6 0 years
More than 60 years
10. How much is your annual gross income (before taxes) 6om Goodwill Industries?
(Please check the appropriate salary range):
Less than $25,000
$25,000 - $39,999
$40,000 - $49,999
$50,000 or more
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11. What is your gender? (Check the following that applies to you):
Male
Female

Please return to Human Resources by Friday, March 26th
Thanks for your participation!
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APPENDIX D
Employee Job Satisfaction Survey Cover Letter
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G r a n d Xâlley
SEATEUNIVERSITY
www.gvsu.edu

March 18,2004

Dear Goodwill Employee,
I am a graduate student working on my Master of Communication (M.S.) degree at Grand
Valley State University. As part of my degree I am writing a thesis, and the topic I ’ve
chosen to research is factors that influence job satisfaction in nonprofit organizations.
Goodwill Industries of Greater Grand Rapids has agreed to allow me to survey its staff to
gauge overall perception of job satisfaction as well as the factors that influence it most.
Attached is a survey I’d like you to complete. Participating in this survey is voluntary, so
you are under no obligation to complete the survey. If you do choose to participate, do
not put your name on the survey as it will remain anonymous.
Please return this survey to Human Resources by Friday, March 26*''. Thanks in
advance for your participation, and please contact Human Resources with any questions.

Cc:

Connie Taber
Director of Human Resources
Goodwill Industries of Greater Grand Rapids
(616) 532-4200 ext. 129
Professor Paul A. Huizenga
Chair of Human Research Review Committee
Grand Valley State University
(616)331-2472
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